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ABSTRACT 
The hotel industry in Malaysia is rapidly expanding. An important 
component in the hotel industry is the human resource. Tourists do not just come for 
the facilities and attractions, they want to be treated right and well and that is why a 
good command of the English language is always regarded as an asset for personnel 
in the tourism industry since most visitors do not speak Bahasa Melayu, the national 
language of Malaysia. This study was conducted in order to analyze the possible 
relationship between the English language proficiency of the hotel staff and the 
satisfaction level of tourists. In order to so, data was collected from 72 foreign tourists 
regarding their expectations and perceptions of their stay about personal qualities of 
the hotels’ staff in different positions. The results obtained from the expectation of the 
guests indicate that the role and importance of the ‘English language proficiency’ in 
the tourism industry is relative to job function. ‘English language proficiency’ is more 
expected from those who often come into direct face-to-face contact with hotel guests 
such as the reception staff and it is more expected for the hotel management personnel 
as well. For other hotel staff, such as food & beverage and housekeeping staff, other 
qualities are expected more than ‘English language proficiency’ by hotel guests. The 
outcome of these results suggests that the emphasis on ‘English language proficiency’ 
for recruitment of the staff should also be based on the nature of job. An equal stress 
would only hinder the recruitment process. Another noticeable fact in this study 
indicates that the level of perceived ‘English language proficiency’ of the staff 
working in food & beverage and management departments still seems to be less than 
the level of guests’ expectation. As the gap observed was huge in these areas, 
especially in food & beverage section, more English language training is 
recommended. 
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ABSTRAK 
Industri perhotelan di malaysua semakin pesat membangun. Salah satu elemen 
yang penting adalah sumber manusia. Para pelancong melawat Malaysia bukan 
semata-mata kerana tarikan dan kemudahan yang ada, mereka juga mahu dilayan 
dengan baik dan saksama. Atas sebab itulah penguasaan Bahasa Inggeris yang baik 
menjadi aset penting di dalam industri pelancongan memandangkan pelancong-
pelancong yang datang tidak berkomunikasi di dalam Bahasa Melayu yang merupakan 
bahasa kebangsaan di Malaysia. Kajian ini dijalankan untuk mengkaji hubungkait di 
antara level kepakaran Bahasa Inggeris pekerja di hotel dan kepuasan pelancong yang 
datang melancong di Malaysia. Untuk melaksanakan kajian ini, maklumat diperoleh 
daripada 72 orang pelancong berkaitan dengan pendapat mereka mengenai kualiti 
layanan diterima daripada staf-staf mengikut pangkat mereka. Hasil kajian yang 
diperoleh berdasarkan jangkaan pelancong-pelancong ke atas kepentingan 
"Penguasaan Bahasa Inggeris" di dalam industri pelancongan seharusnya menjadi 
salah satu elemen untuk memilih pekerja. "Penguasaan Bahasa Inggeris" diperlukan 
terutama daripada staf-staf yang berinteraksi secara berdepan dengan tetamu-tetamu 
hotel seperti staf di bahagian meja hadapan dan ianya menjadi keutamaan kepada 
pihak pengurusan hotel. Kepada staf-staf yang lain, seperti; bahagian makanan dan 
kebersihan, kualiti-kualiti lain lebih diutamakan berbanding "Penguasaan Bahasa 
Inggeris". Keputusan kajian menunjukkan "Penguasaan Bahasa Inggeris" untuk 
pemilihan pekerja haruslah bergantung kepada jawatan yang diminta. Selain itu, 
pengkaji melihat bahawa pencapaian "penguasaan Bahasa Inggeris" staf yang bekerja 
di bahagian makanan dan pengurusan tidak dititikberatkan oleh para tetamu. Oleh 
kerana terdapat kelemahan yang besar di situ, maka, latihan penguasaan Bahasa 
Inggeris kepada staf di bahagian makanan telah dicadangkan.  
